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library channel. Those lifecycle changes communicated to the Library Team are also featured on
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resources lifecycle changes to the Library Team and users.
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Introduction
It is important to effectively communicate changes to electronic resources throughout their
lifecycle to the library team and users; however, for that to be successful, effectual electronic
resources management (ERM) workflows must be in place. These workflows must ensure that
librarians and staff are aware of e-resources changes, can easily locate the lifecycle information
detailing changes, and are aware of when and how to include the Electronic Resources Librarian
in discussions that may need further clarification. It is also necessary to inform users of changes
so that they have the tools needed to successfully locate resources for their assignments and
research. As such, an Electronic Resources Status (ERS) Dashboard was introduced to the
Library Team and users at Queens College to keep up with electronic resources lifecycle
changes.

Queens College is a member of the City University of New York (CUNY). The college is known
for its liberal arts and sciences programs and serves over 20,000 students who are enrolled in
both undergraduate and graduate programs (Queens College, 2022). The CUNY system has an
Office of Library Services (OLS) that provides libraries technological support, subscribes to core
e-resources for the consortium, and manages them in the library management system, Alma.
OLS procures subscriptions to a core group of databases that includes Gale products, Alexander
Street Academic Video Online, EBSCO Academic Search Complete, and JSTOR collections
(CUNY, 2022). The e-resources that are procured directly by Queens College are managed
locally by the Electronic Resources Librarian. Queens College Library boasts over one million
electronic resources including e-books, e-journals, streaming videos, and databases (Queens
College Library, n.d.).
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CUNY libraries migrated to Ex Libris Alma and Primo VE for its library management system
and discovery service, respectively, in 2020. At that time, the A-Z Database List that provided
access to all the library’s e-resources, including e-book and e-journal collections, inconsistently
displayed descriptive information about these resources. For example, some databases included
the access provider in the name field while others included the access provider in the note field.
When the Ex Libris migration was completed, it was time to make needed updates to the
library’s electronic collections both in Alma and the A-Z Database List. Enhancements to both
platforms would ensure that all the library’s electronic collections were made discoverable, and
that consistency was established in displaying information about each resource. For example, the
names of collections in Alma were synched with the names of collections on the A-Z Database
List. This decision was implemented to streamline the way resources were made discoverable
and to provide users with a more straightforward search and retrieval process. To ensure that the
Library Team was informed, a policy was drafted that detailed when, how, and why e-resources
changes would be made to the A-Z Database List and in Alma.

These enhancements sparked discussions about effective communication regarding changes that
occur during the lifecycle of electronic resources. Email was the only method of communication
employed prior to the Alma and A-Z Database List enhancements and was sporadic. The library
did not have a central location for the team to communicate with each other and share
workflows, policies, and related documents. As such, Microsoft (MS) Teams was adopted to
serve as an intranet for this purpose. MS Teams allows for the creation of channels with each
having members who can access its content. A QC Library Channel was established where every
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member of the Library Team could access all the content shared. Faculty librarians and library
staff are now alerted to any changes to e-resources by email and MS Teams posts to the QC
Library Channel as soon as they are made in Alma and the A-Z Database List.

In addition, there was not a method in place to alert users to electronic resources changes unless
they contacted the library directly. To address this, the ERS Dashboard was created by the
Queens College Library’s Electronic Resources Librarian to communicate e-resources changes to
all library users. The Dashboard has its own webpage and is also embedded on prominent access
points to the library’s resources such as the electronic resources webpage, A-Z Database List,
Frequently Asked Questions (FAQ) page, and LibGuides. Users can reference the ERS
Dashboard for changes as they browse the various access points for e-resources. The Library
Team may also reference the ERS Dashboard if they are unable to locate their emails or MS
Teams posts.

Getting started: Building the electronic resources status dashboard
The Electronic Resources Status Dashboard (Figure 1) is a public dashboard created by the
Electronic Resources Librarian for the Queens College Library to inform anyone who utilizes the
library’s electronic resources of any changes made throughout the e-resources lifecycle. A status
is included on the ERS Dashboard for every individual e-resource that has undergone a change
or update with a focus on discovery and access. The dashboard is a Springshare product called
the System Status Management tool and is entirely customizable (Springshare, n.d.).
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Figure 1: Electronic Resources Status Dashboard webpage

Each status on the ERS Dashboard displays a note (Figure 2) that provides a few sentences to
explain the status, details an interim workaround if an issue is identified, and lists the email
address and Report an Issue form for users to contact the Electronic Resources Librarian.
Library users may filter each note by status or e-resource. The ERS Dashboard is a proactive
way to inform users of changes with the hope of mitigating confusion and access glitches.
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Figure 2: Note feature of the Electronic Resources Status Dashboard

In addition to the ERS Dashboard appearing as a standalone webpage, the library also chose to
embed it on typical e-resources access points such as the electronic resources webpage, A-Z
Database List (Figure 3), FAQ page, and LibGuides. This approach was implemented to provide
several avenues by which the library would be able to communicate e-resources changes to
users.
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Figure 3: Electronic Resources Status Dashboard on the A-Z Database List

While providing discovery and access updates to library staff and users is an important function
of effective e-resources management, there are also several other stages in the e-resources
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lifecycle where communication with constituents is critical, including identifying new products,
administering trials, evaluating content, procuring resources, and assessing use and value to
inform renewal decisions. The Electronic Resources Librarian mapped the various stages of the
e-resources lifecycle to the library’s ERM workflows and processes to further enhance
communication with library staff and users.

The following sections detail how these ERM workflows utilize email, MS Teams posts, and the
statuses and notes detailed on the ERS Dashboard to update the Library Team and users about
the status of e-resources during any and all stages of the lifecycle. These updates provide the
Library Team and users with information and solutions, where necessary, based on the library’s
policies and practices.

The importance of communication

The e-resources lifecycle
Morales and Beis (2021) noted that in the lifecycle of electronic resources, acquisitions, renewal,
and cancellation are the most difficult aspects to communicate. Citing NASIG’s Core
Competencies for Electronic Resources Librarians (2021), the authors noted that communication
is the key component to successfully manage the lifecycle and ultimately improve user
experience.

The authors astutely remarked that the entire library team should have some understanding of eresources workflows even if they do not directly contribute to their management. From their
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literature survey, they recognized that workflow management was the primary concern for those
involved in the ERM process. Citing their survey of librarians and library staff, the authors
explained that a lack of collaboration contributed to various hiccups in communication.
Insufficient sharing and knowledge of local policies among library personnel were also found to
be ERM problems. Policies and workflows are beneficial to any institution, but policies and
workflows are only effective when disseminated properly to all parties. Morales and Beis (2021)
confirmed that email, in-person meetings, and LibGuides were among the top three methods
used to communicate events occurring within the e-resources lifecycle to users. Email was the
preferred method of communication among librarians and library staff.

Policies and workflows
What is listed on the A-Z Database List, why, and for how long are all documented in the
Queens College Library A-Z Database List policy, which is reviewed annually. The current
workflow involves the Electronic Resources Librarian being proactive regarding lifecycle
changes by signing up for vendor alerts, developing relationships with vendor representatives
and requesting to be informed of any changes, and monitoring various listservs to keep abreast of
updates. As soon as the Electronic Resources Librarian becomes aware of a change, that change
is implemented in Alma and on the A-Z Database List; an appropriate status is then added to the
ERS Dashboard. This information is kept consistent in Alma, the A-Z Database List, and the
dashboard. The Library Team is then notified of the change via email and MS Teams post. All
MS Teams posts are shared in the QC Library Channel that is available to all staff. The links to
the dashboard, Alma, and the A-Z Database List are referenced in the emails and posts. Should a
change be considered a major issue, a FAQ entry is created and posted to alert users.
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Communicating changes throughout the e-resources lifecycle
There are many iterations of the e-resources lifecycle. Most include acquisitions, access and
discovery, usage, and renewal or cancellation. In a recent interpretation by Ar Rashid (2021)
citing Sadeh and Ellingsen (2005), the e-resources lifecycle begins at identification of the
resource and concludes at renewal or cancellation. This is a fairly comprehensive interpretation;
however, the iteration illustrated in Figure 4 adds focus to the analysis of content and usage as
well as practices adopted by the Queens College Library.
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ERM Lifecycle

Step 1: Identification of
resources by librarians,
teaching faculty and
academic departments

Step 2: Trials/content
review by requestor and
Library Collection
Development Team

Step 3: Trial usage and
cost analysis

Step 4: Confirmation of
interest by requestor and
confirmation of selection
by Library Collection
Development Team

Step 9: Resource is
updated as needed for
renewals or removed for
cancellation from
discovery portals
Step 8:
Renewal/cancellation
decision made by the
Library Collection
Development Team

Step 7: Yearly resource
usage and cost review

Step 6: Resource is made
accessible and discoverable
via the Library Management
System (Alma), A-Z Database
List and other discovery
portals.

Step 5: Acquisition of
resource by Library
Collection Development
Team

Figure 4: Queens College Library Lifecycle of Electronic Resources. Modeled from Ar Rashid
(2021) and Sadeh & Ellingsen (2005).

The policies, practices, and workflows developed and employed by the library for each step of
the lifecycle are detailed below.
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Identification of resources (step 1)
Librarians, staff, and teaching faculty are encouraged to complete a Suggest-a-Title form located
on the electronic resources and FAQ webpages, monitored by the Electronic Resources
Librarian, when they identify resources of interest for trials and/or subscriptions. Requestors are
asked to provide the dates that they prefer a trial to run. Subscriptions dates are not requested as
it may not be possible to procure a resource within a particular timeframe. There are instances
where academic departments request a trial for the purpose of accessing content and vendor
platforms. In these cases, a request for a subscription is not included. Once a trial and/or
subscription request is received, it enters the library’s ticketing system, LibAnswers. The
Suggest-a-Title ticket is answered by the Electronic Resources Librarian confirming receipt of
the request.

In cases where a trial is requested by teaching faculty, the librarian subject specialist for the
department is included in the Suggest-a-Title ticket as they are the first point of contact between
the library and the academic departments. Other cases for trial requests occur when teaching
faculty alert a subject specialist of their interest and the subject specialist completes the Suggesta-Title form on their behalf. A request is tracked on a spreadsheet maintained by the Electronic
Resources Librarian that is shared with the Collection Development Team to confirm their
decision to move forward with the trial. The Collection Development Team consists of the
Acquisitions Librarian, Library Chair, Head Subject Specialist, and tenured librarians. The
tracker spreadsheet is shared in MS Teams and is accessible to the Library Team to review. A
decision by the Collection Development Team regarding a trial is typically confirmed through
email communication.
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Trials and content evaluation (step 2)
Once a decision is made regarding a trial, the Electronic Resources Librarian will alert the
requestor and update the Suggest-a-Title/Trial tracker. For decisions to move ahead with trials,
the Electronic Resources Librarian contacts the vendor to confirm that a trial is possible and
determine possible start dates, duration, and other relevant information. Trials and subscription
requests must include a need justification by an academic department or illustrate importance to
the collection. Trials and subscriptions must meet the library’s, CUNY’s, and any other approval
policies before they are greenlighted by the Collection Development Team. Other reasons for not
moving forward with a trial or subscription include vendor technical specifications not meeting
the requirements of the library’s authentication and discovery systems.

The Electronic Resources Librarian will update the requestor and/or subject specialist of the trial
decision via the Suggest-a-Title ticket. In cases where a trial is possible, the requestor will be
alerted to expect an update once the trial is available. Trials are added to both the Alma library
management system and the A-Z Database List with start and end dates noted. The ERS
Dashboard is updated with a note about the trial and links to access the resource as well as a
Report an Issue form. Once updated, the ERS Dashboard will automatically reflect the change
on any webpage on which it is featured. The requestor is provided with trial access links via the
Suggest-a-Title ticket. Information about the start and end dates are included as well as available
vendor promotional materials. The Library Team is notified about the trial by email and MS
Teams posts. The Electronic Resources Librarian works with the Web Librarian to create a blog
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post with the trial information as well. It is important to make both Library Team members and
library users aware of the new trial resource so that it can be sufficiently marketed for use.

The trial period is used by interested teaching faculty and the library’s Collection Development
Team to review the platform and content. The resources are removed from discovery at the end
of the trial and the requestor is notified via the Suggest-a-Title ticket. The requestor is also asked
to complete a survey developed by the Electronic Resources Librarian. In the survey, the
requestor confirms if the trial was useful and if they recommend a subscription to the resource. If
a subscription is recommended, the requestor is asked to be patient as it is not always possible to
provide a swift response due to various concerns, including funding. Survey responses are added
to the Suggest-a-Title/Trial tracker and shared with the Collection Development Team via MS
Teams for review. An email to the Collection Development Team is also sent to inform them that
the needed information is available for review.

The City University of New York Office of Library Services often administers trials at the
consortium level. Once a resource is identified at the CUNY level, feedback may be solicited
from the library subject specialists. As the liaison between CUNY and the library, the Electronic
Resources Librarian will request feedback from the subject specialists via emails and MS Teams
posts. Those comments are shared with relevant CUNY committees and a decision is made.
Once a trial is agreed upon, information will be distributed to the local library team and, after the
trial is set up, relevant details are added to the ERS Dashboard and the A-Z Database List.
CUNY adds the item to Alma for the system. The Queens College Library Team is notified once
the trial ends via email, MS Teams post, and the dashboard.
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Trial usage and cost analysis (step 3)
Cost information is typically collected by the Electronic Resources Librarian during the first
discussion with the vendor. However, if not provided then, cost information is requested at the
end of the trial along with usage statistics. If the resource is from a vendor with which the library
has an established relationship, it may be possible that usage statistics can be downloaded from
the administration platform without contacting the vendor. Usage and cost information is tallied
along with librarian and user feedback on the Suggest-a-Title/Trial tracker and shared with the
Collection Development Team via email and MS Teams post to assist them in determining next
steps.

Selection and acquisition (steps 4 and 5)
If a subscription to the resource is approved and procured, the Electronic Resources Librarian
makes the item accessible and discoverable in Alma, Primo VE, and the A-Z Database List. The
item description will include any pertinent subscription dates, access and authentication details,
and user information. The subscription is highlighted on the A-Z Database List and ERS
Dashboard as a new resource, and the trial cancellation notice is removed. The Library Team is
notified once again via email and MS Teams posts citing the dashboard update and any
important information. Subject specialists are encouraged to notify their academic departments.
If the resource was recommended using the Suggest-a-Title form, the requestor is notified via
ticket that the resource is active and discoverable along with any pertinent information.

Access and discovery (step 6)
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The ERS Dashboard is located on various webpages, including the A-Z Database List, and is
publicly accessible. During the trial and/or subscription any loss of access, change in
authentication method, or other vendor changes are listed on the dashboard and the Library Team
is informed accordingly. The Library Team is notified of any changes to access and discovery to
ensure that they are aware of them and can effectively relay pertinent information to library users
via chat, tickets, emails, and SMS.

Users contact the Electronic Resources Librarian directly regarding access and troubleshooting
issues mainly via Report an Issue tickets, emails, and chats. Questions are answered within 24 to
48 hours and if the question is considered an issue that could affect multiple users, then a FAQ
entry is created and posted. Depending on the issue, an entry to the ERS Dashboard is also
possible. The Library Team is then notified by email of the issue with links to the FAQ and the
dashboard. When discovery and access issues arise relating to any step in the e-resources
lifecycle, the Library Team is instructed to direct these concerns to the Electronic Resources
Librarian to investigate and resolve.

Annual usage/cost per use analysis (step 7)
Usage statistics from at least three years, along with cost and cost per use data, are reviewed near
the conclusion of the subscription term and/or at the end of the calendar year to determine next
steps in the renewal or cancellation process. This information is housed in MS Teams in the QC
Library Channel and is available to everyone in the Library Team. The usage statistics and cost
per use data are color-coded and low usage items are flagged to begin the discussion with subject
specialists and the Collection Development Team regarding next steps. Subject specialists are
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asked to share this information to encourage dialogue with faculty in academic departments on
needed resources and services.

Renewals and cancellations (steps 8 and 9)
Renewals do not prompt an update to the Library Team; however, cancellations do.
Cancellations follow the same pattern as an ended trial. The Library Team is aware that if they
do not get a notification about a cancellation then they can assume that a renewal is approved,
and the e-resource will remain available. Sometimes, a pending renewal or subscription may
lapse for various reasons, including budgetary delays. In such cases, the Library Team is updated
via email and MS Teams post. The ERS Dashboard is updated with a status of Issue Reported or
Access Note to keep library users informed of the reasons why they may not be able to access a
resource. A note is added to Alma that is displayed in Primo VE, the catalog, and to the A-Z
Database List. The note is consistent with the status listed on the ERS Dashboard. Once access is
restored, a follow-up is sent to the Library Team via email and MS Teams post. Alma, the A-Z
Database List, and ERS Dashboard are updated accordingly.

Recommendations
Communication is important. Alerting the Library Team and library users of changes to
electronic resources is a key component to ensuring their accessibility and discoverability. It is
also an important first step in marketing resources for use. Each of the library’s main access
portals, Alma/Primo VE, the A-Z Database List, FAQ page, the library website, and the
electronic resources webpage, all have options such as chat widgets, ticket forms, and email
addresses embedded to ensure that users can contact the library should they run into any issues.
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It is pivotal to attempt to anticipate users’ needs. Interactions with users help to identify their
needs to improve services. Statistics from chats, emails, and tickets are analyzed to determine the
most frequently reported issues, and ways to eliminate them are subsequently discussed. It is
necessary to respond to users and seek solutions in a timely manner. User experience surveys are
of interest and are considered a crucial next step in obtaining feedback to better identify needs
and improve library communications and services.

Thus far, the ERS Dashboard has fostered faster turnaround times in responding to users. The
Library Team references the dashboard for changes and statuses related to the library’s eresources and directs users to refer to it for more information. For example, Queens College
Library made changes to list Gale resources with the vendor’s name in the prefix. Therefore, the
e-resource Opposing Viewpoints is now listed as Gale in Context: Opposing Viewpoints. A
Publisher Name Update status was featured on the ERS Dashboard to advise users of these
changes for naming Gale databases. Upon clicking on the status, library users are shown a note
that describes the name change and how to search the A-Z Database List for all Gale databases
(see Figure 2). Whenever a user contacts the library expressing they cannot locate an e-resource,
an explanation is provided with a solution; information on how to reference the ERS Dashboard
for further updates is also shared.

The dashboard has saved time for the Library Team by not having to locate emails or MS Teams
posts for e-resources lifecycle updates. The same is desired by library users; however, at this
time, we cannot say for certain that the ERS Dashboard has improved the user experience. The
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library has discussed conducting surveys to assess user behaviors to help determine what is and
is not working as they browse for information about e-resources. Assessing user behavior
remains a priority for the library.

In managing the lifecycle of electronic resources, one must be a proactive steward, thereby
ensuring that users are aware of changes. Changes occur often. It is recommended that policies
and workflows be created to effectively guide the ongoing management and maintenance of eresources. It is also integral to review these policies and workflows periodically and make
changes as needed to improve efficiency. Once it is clear as to how, why, and when e-resources
are assessed for trials, subscriptions, renewals, and cancellations, it becomes simpler to
communicate changes. Hence, there should be a general understanding of the e-resources
lifecycle by librarians and staff so that they can effectively communicate changes to users to
ensure a seamless experience (Morales and Beis, 2021).

Conclusion and next steps
Streamlining workflows ensures that the appropriate party completes the task at hand and limits
duplication of effort. It also prevents multiple parties from adding extra work to a task that may
create other issues. Workflows take time to prepare, discuss, and approve; however, they do save
time in the long run. Strong policies and workflows allow for effective e-resources management,
which leads to increased dissemination of information to users. Ultimately, the goal is to ensure
that users can find what they need as quickly and seamlessly as possible. Thus far, the
implementation of the A-Z Database List policy has helped to streamline the way information is
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disseminated to users by the Queens College Library and has provided consistency to the display
of content on the library’s discovery platforms.

The needs of users are taken into consideration as we strive to improve the search experience.
User experience surveys developed by the Library Team are the next steps the library will take to
gather concrete information about user behaviors. In the meantime, we continue to build and
consistently improve upon a communication grid targeted to both the Library Team and library
users to ensure that e-resources changes and the means to seek help are effectively circulated.
Workflows are amended as needed and we remain open-minded regarding implementing new
practices to improve communication and the user experience. The Electronic Resources Status
Dashboard is hopefully just the beginning of more improvements to come.
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